
0136
1 programs or whatever these are called?

2 A. These on my desk, personally?

3 a. On your desk.

4 A. I have some, but there was some problem with my

5 system, again, and I kind of lost them.

6 a. Which ones did you have access to in September,

7 when migration first began?

8 A. I believe I was in SORD and BOSS. I was in

9 CESAR for a short time, but I was never able to get into

10 Cleo, that's a subset of that. APTOS, another word,

11 APTOS, and then the regular software programs like Word

12 and Excel and all those, different things.

13 a. What's APTOS?

14 A. Gosh, I don't even - it has information in

15 there. It's another system that you would use - that can

16 be used for different things. One of the things that it

17 would be used for is to when you issue a Centrex order,

18 you need to do what's called an M1031 and you go through

19 this program to do that.

20 a. What systems would a Pac Bell account

21 representative have access to?

22 A. It depends.

23 a. If you were selling business, major business

24 accounts?

25 A. Either a service rep or an account rep.
0137
1 a. Sorry, I don't know what the difference is.

2 A. A service rep.



3 Q. What's a service rep?

4 A. A service representative is a union job, it's

5 not management And an account rep or an AE, account

6 executive, I think they are called, account manager is a

7 management title.

8 Q. So who would be selling the large accounts?

9 A. That depends.

10 Q. Oh, okay. Well,let's take account executives,

11 then. What system would they have access to?

12 A. It would depend on the account executive, to be

13 honest. I'd have probably more systems than an account

14 executive or one that had never been a service rep before.

15 Q. When you left your position in the account

16 executive division, what access did you have?

17 A. I had SORD and BOSS, APTOS, PREMIS. I believe

18 that's it.

19 Q. Let me ask you a question, if you know.

20 Why would a customer need to get disconnected,

21 Le., lose their dial tone, if they're being migrated from

22 Pac Bell to Mel?

23 A. We don't want that to happen. It's a two-order

24 process change from one billing system to another. And I

25 believe that's why the problem has occurred.
0138
1 Q. What in the change causes the disconnection?

2 A. There could be more than one reason. I don't

3 know exactly.

)
4 Q. Is it leaving the old billing system that causes



5 the disconnection?

6 A I don't know technically, e?<actly, the reason

7 behind it.

8 Q. When you say it's changing from one billing

9 system to another, which billing system are they changing

10 from?

11 A CRIS is the way we bill our retail accounts.

12 Q. Which system are they changing to?

13 A Ifs called CAPS.

14 Q. Were you part of the decision to structure

15 migration to change from one billing system to another?

16 A No, I was not.

17 Q. Do you know who in Pac Bell was responsible for

18 making that decision?

19 A No, I do not.

20 MR. KOLTO-W1NINGER: I.will object that it lacks

21 foundation.

22 MS. LEE: Q. Do you know how the dropping from

23 411 listing occurs?

24 A No, not exactly.

25 Q. Can you give me your best impression of how it
0139
1 occurs?

2 A I believe it could have to do with the backlog.

3 Q. How would the backlog affect the 411 listing?

4 A. Because if it doesn't get into the listing

5 database in a timely manner -

6 Q. Then what happens?



7 A. - it could drop out of 411.

8 Q. So unle~s somebody did something in a timely

9 manner, a custClmer's 411 listing would drop out of the

10 database?

11 A. Not always, I don't believe. There's a problem.

12 I don't know exactly what it is. Ifs being investigated

13 at a really high level, because it's not always happening.

14 Q. When did you become aware of this 411 drop

15 problem?

16 A. It's - it's been a while now. I don't know the

17 exact date.

18 Q. Did you have any conversations with Sandy McGinn

19 about the 411 database drop?

20 A. Yes, I did.

21 Q. Did you ever propose a solution to her?

22 A. There was a time when we had put a FlO in the

23 order that we thought would completely take care of this

24 problem.

25 Q. What was a FlO?
0140
1 A. A FlO, it's an F-I-O. It's like a little FlO, I

2 don't know what else to call it, that would stop something

3 from happening through the systems that would kind of like

4 say, Don't do anything with this disconnect portion

5 because it's not really a disconnect, it's migration. But

6 we'd still have problems since then, and that's why it's

7 been escalated. And I told Sandy I'd escalate it to a

8 higher level that they can go to.



9 Q. As part of your troubleshooting, did you and

10 Sandy discuss the possibility of delaying the dropping or

11 migration for a couple of weeks?

12 A. Say that again, please.

13 Q. As part of troubleshooting the 411 drop, did you

14 and Sandy ever discuss delaying the migration or dropping

15 for a couple of weeks?

16 A. I don't think I understand your question.

17 know-

18 MR. KOLTO-WiNINGER: Go ahead and let her reask

19 it

20 MS. LEE: Q. Did you ever propose a fix that

21 depended on postponing some migration or dropping for a

22 couple of weeks in order to allow some other system to

23 catch up?

24 A. No.

25 Q. This FlO solution, Would you call that a process
0141
1 solution or a systems solution?

2 A. I don't know.

3 Q. Did you work with Mr. Gallager on the FlO?

4 MR. KOLTO-W1NINGER: Galligan.

5 MS. LEE: I'm sorry.

6 THE WITNESS: I am trying to think of who worked

7 on this. There was a lot of people involved in the

8 listing thing at high levels. I don't know exactly who

9 the person was that put the FlO on there. I do not

10 personally know that.



11 MS. LEE: Q. 00 you know if the drop from the

12 411 database could affect the customer's Iis~ing in the

13 555-1212 database?

14 A. No, I believe it does not.

15 Q. How do you know that?

16 A. Because I verified it myself.

17 Q. What steps did you take to verify it?

18 A. I called 555-1212 and it was in there and there

19 are two different databases.

20 Q. Why would a migration affect the 411 database

21 and not the 555-1212 database?

22 A. It's a different database. I don't know the

23 reason behind that.

24 Q. Is the 911 database the same as the 411

25 database?
0142
1 A. No, it's not.

2 Q. It's a separate database?

3 A. Yes.

4 Q. How do you know that?

5 A. Because it's been told to us 911 is something

6 different. 411 is a listing Gateway.

7 Q. You mentioned Gateway; that's the database for

8 411?

9 A. I don't know if it's for 411. It's for our

10 listing. I don't understand the technical aspects of it.

11 It's where we put the listings in, the Gateway.

12 Q. Do you know where you put the 911 listings in?



13 A. No, I do not.

14 Q. Do you know how the 911 database is popu.lated?

15 A. No. I do not

16 Q. Earlier on you said you weren't aware of any

17 customers being migrated to other CLC's. If that, in

1B fact, did happen, who would know about, you know, the

19 customers migrating to other CLC's?

20 A Can you repeat that question?

21 Q. Sure. You're not aware of any customers, MCI

22 customers, being migrated to other CLC's, but if it did

23 happen, who would have known about it?

24 A. I don't know.

25 Q. Let me ask you a little bit about the CSR.
0143
1 I understand that the PIC is a required field on

2 the CSR form; is that correct?

3 A. No, that's not correct.

4 Q. It's not correct. So if MCI did not have the

5 customer's PIC code, the migration would go through?

6 A. No, it would not.

7 Q. Why wouldn't it go through?

B A. Because it would be rejected.

9 Q. Why does Pac Bell require the PIC code to be on

10 the migration order?

11 A. So that the customer can get long distance

12 service.

13 Q. And if MCI did not include the PIC code, there

14 just wouldn't be any long distance carrier for the



15 migrated customer?

16 A. That is a possibility, or we would reject it.

17 It should be rejected.

1B a. Regarding these notices of completion, are you

19 aware of any time frame for Pac Bell issuing the notices

20 of completion?

21 A. I believe there is a time frame.

22 a. V'IIhere would that time frame be stated?

23 A. In the CLC handbook.

24 a. Off the top of your head, do you happen to know

25 what it is?
0144
1 A. I believe, personally, it's 48 hours, but I

2 could be wrong.

3 a. And 48 hours per what event?

4 A. My understanding is from the time the actual

5 order is completed in our systems.

6 Q. Do you or other members of the MCI account team

7 ever have meetings with the L1SC people assigned to MCI?

8 A. Separate from, yes.

9 a. Meetings where you get together and talk about

10 problems that you have?

11 A. Yes.

12 MR. KOLTO-WININGER: Let her finish the question

13 so she can get it down.

14 MS. LEE: Q. How often do those meetings occur?

15 A. We do not have set times for meetings with

16 people in the L1SC. I can meet with people daily on



17 certain things or maybe once a week. It just depends on

18 what is happening.

19 Q. Does the account team get together and have a

20 group meeting with your counterparts at the L1SC?

21 MR. KOLTO-WININGER: I will object. Vague and

22 ambiguous as to counterparts.

23 MS. LEE: Q. Does the MCI account team get

24 together and have a group meeting with Ann Long?

25 A. They have had meetings with Ann Long, yes.
0145
1 Q. How frequently do those meetings occur?

2 A. I don't know.

3 Q. Have you ever been a part of those meetings?

4 A. I have met with Ann Long on several occasions.

5 Q. Have you met with Ann Long as a member of the

6 account team in a group going to meet Ann Long?

7 A. Not the entire account team.

8 Q. When was the last such meeting?

9 MR. KOLTO-WININGER: When you say such, do you

10 mean the last one that didn't happen or-

11 MS. LEE: The last meeting where Sue and the

12 account team went over to meet with Ann Long.

13 MR. KOLTO-WININGER: Did you just say it never

14 happened?

15 THE WITNESS: It never happened.

16 MS. LEE: I'm sorry, I didn't get it.

17 That's aliI have, thanks.

18



19 EXAMINATION BY MR. CHANG

20 MR. CHANG: Q. Hi, Sue, I'm Julian Chang from

21 AT&T.

22 Very quickly, who is the RMC who is available

23 for AT&T's account at Pacific Bell?

24 A. Trish Cvetocac, C-v-e-t-o-c-a-c, I believe.

25 Q. Were you and Sue trained together when you both
0146
1 became RMC's?

2 MR. KOLTO-WININGER: You and Trish.

3 MR. CHANG: Q. Sorry, you and Trish.

4 A. We attended workshops together, yes, we did.

5 Q. Aside from attending workshops together, was

6 there a - just a sale in-house training program for

7 RMC's?

8 A. There was not.

9 Q. How many. workshops would you say you attended

10 with Trish?

11 A. You know. I can't really answer that, because I

12 wasn't paying a lot of attention. I'd be in and out.

13 Q. As RMC's, I realize you're part of the MCI

14 account team and she is probably part of the AT&T account

15 team, but do the account teams at some point in the

16 hierarchy have a common person to whom they report?

17 A. Not - some account teams do.

18 Q. There is not one person under which they would

19 be the MCI account team, AT&T account team, the Sprint

20 account team. et cetera, and all of those people would



21 report to this one individual?

22 A. Eventually, l,iz Fetter.

23 Q. Do you shar~ information with Trish about

24 problems that your carrier, Mel. is experiencing?

25 A. Not anything confidential, problems, no.
0147
1 Q. What do you consider to be confidential

2 problems?

3 A. Any kind of forecasting of your orders. how many

4 orders MCI has sent.

5 Q. How about the number of backlogs?

6 A. No.

7 Q. You stated that one of your tasks as an RMC is

8 to tell MCI what is available, how it works; is that

9 correct?

10 A. I do that for them. I don't - I mean, if I

11 have prodUct knowledge, I will share that with them.

12 Q. Does that include what network elements are

13 available? Do you tell MCI what network elements are

14 available?

15 A. No. I do not, not a list of them.

16 Q. Why is that?

17 A. We did not have a list until very recently.

18 Q. Do you now have a list?

19 A. I believe I just received one on Friday. I'd

20 have to look at it.

21 Q. Would that have been specific - would the list

22 of unbundled elements have been specific for you or for



23 all-

24 A. I misunderstood that question. I don't know

25 anything about unbundled networks, that facility I because
0148
1 I am only resale, so - I meant to say resale products.

2 don't know anything about facility.

3 Q. Okay. But the list that you are talking about,

4 what is the list that you are talking about?

5 A. I honestly don't know. I just got it in my

6 e-mail on Friday, and I just saw something about resale

7 products, and I am assuming it's a list of resale

8 products. I haven't had a chance to look at it yet.

9 Q. Is this the first type of list that you have

10 seen since you have been an RMC?

11 A. A completed list that I know of so far, yes.

12 There has been another list that was not completed and I'd

13 always refer MCI to the tariffs.

14 Q. The previous and complete list, was that just

15 for MCI, or was that for the industry also, if you know?

16 A. It was resale products that would be available

17 to anybody. It didn't - I did not share that with MCI.

18 It was internal to Pacific Bell.

19 Q. Is it your understanding that you are able to

20 offer resale products to MCI that no other carrier is

21 available - can get?

22 A. I don't know that. Not that I know of.

23 Q. Other than Ann Long, who are the other

24 supervisors of the L1SC now that you know of?



25 A. Silvia zapata, Victoria Flood, Mark Amold,
0149
1 Peter Lopez, Chuck McDonald, Craig Long, Gracie Gutierrez,

2 Nina Ganoza, Bob - I can't think of his last name. Bob

3 Anderson, maybe, I am not too sure on the last name.

4 There is a lot of them. We have hired quite a few.

5 Q. When you first started working as an RMC last

6 year, how big was the L1SC? You can estimate.

7 A. I don't know what you mean by that.

8 Q. How many people were working in the L1SC?

9 A. I don't know.

10 Q. Did you have reason to interact with the L1SC in

11 September '96?

12 A. Yes.

13 Q. There are a lot more people in the L1SC that you

14 can observe today than there were in September 1996,

15 right?

16 A. Yes, we have hired many more people.

17 Q. Is there an estimate that you can put in terms

18 of how, in your observation, the L1SC has grown in terms

19 of people from September '96 until now?

20 A. Alii can say is a lot. I don't know the

21 numbers. It's not an easy thing to see when you are

22 walking through there.

23 Q. Is one of the systems that you offered to MCI,

24 the PBSM?

25 A. Yes.
0150
1 Q. And that's the Pacific Bell Service Master?



2 A. Manager.

3 a. What is the function of the PBSM?

4 A. I am not completely familiar with it, but you

5 can order Centrex with it, for sure, ISDN, I believe. And

6 I might be getting confused here. but I think you can

7 report repair through there or through one of those

8 things, and I don't want to say the wrong thing.

9 a. Is MCI on PBSM?

10 A. I don't know if I should answer that. to be

11 honest.

12 a. That's fine.

13 MS. LEE: You can answer that. Go ahead and

14 answer it, as far as I am concerned.

15 MR. KOLTO-WININGER: Do you have reason to

16 believe that's confidential?

17 THE WITNESS: Yes, I do.

18 MR. CHANG: That's fine.

19 a. The escalation procedure, have you actually seen

20 an escalation procedure?

21 A. Not up close. I'm sorry.

22 Q. It's okay. So it was not issued to you, then?

23 A. It was not issued to me personally, no.

24 a. Is there an RMC handbook that you and Trish and

25 other RMC's would have?
0151
1 A. There is nothing that's called an RMC handbook.

2 We have a resale user's guide. We have a resale process

3 book. We have a copy of the CLC handbook, which is



4 really - has a lot of information there.

5 MR. CHANG: I have no further questions.

6 MS. LEE: Thafs it

7 MR. McDONALD: That's it.

8 THE REPORTER: Do you want a copy of the

9 transcript?

10 MR. KOLTO-WININGER: Yes.

11 THE REPORTER: Do you want a copy of the

12 transcript?

13 MR. CHANG: Yes.

14 MR. McDONALD: Yes.

15

16 (Whereupon, the proceedings were adjourned

17 at 4:00 p.m.)
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BeIlSouth fi1ad its Sr2tO'm'd 00 JaDDaJy 22, 19'17, ituigemi a. 6Cklay review process UDder Section
25?(t) oftbe M.. '!be Conumssioo. may approve or ~ec::t the Statement. or siJDpfy allow it to take
drett purSlW1t to s=on 251(f).1

1 • Aa#lsD~tbe Qxnmic:siau to ex:uiaue m.'icw flfa Starnnmt itit13hs e5c:l~
'(be~ 6O-d:ly nMew period. Sectial. 252(f)(4). 'The 6O-d!y~ peril:ld (Xl. this SttmQrst CQ2Cbl4ec
Man:h23.1997.

.Dcda:t No. 7253.:0
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!be()mwnissA"s B"f'iewofthr: StltO",...d isia6et~of~ BdlSaush proceeds10

seek~cm imetLATA rdieftmdet" Section 271 ofthe Aa.? BeIISoutb's Sireofthe S'CZtcment
isUDier 2sr.parm: section ofthe 1996~ SediOl12S2(t). wbidI~ fOrCommissjoa review
widIin 60 days~ orMlBeIIScQh C\'UlpUt.-fs 'v.ith 1IllJ appic:Itioo for iIKIgioJl iated.ATA
eatty. Tbe Commission's deci.sioD on the Swemeat putmaDt to S«:ion 2S2(t)1$aD «del'by this

• • ·1l.....C ••• • &..nc:o__,-, IppIi • for~I'''1"C1iiSl'asgolt By watutst.~ -'"4lI1!!MlMI1. ncaOl1 OC~ K J2bOD J.UL\OUJ'UA e:::auy
"ftiIl be Ii~ 1"CCOnmendarioIl to the FCCsubaiuecl20 days afterBeUSouth~ s FCC fiJiDg.
and wiD not: be a~ or appealable onies' oftbis C'A"""jssion. The sdxduJe fur~ the
SmtL'QCI in this docket is tbus also sep&rlIle fi'om proceedings rdakd to Sediou271.

In~tbe~.1heCoamMsioa sbtD. apply1he sz.aadmls and~ of
Staions251 am 2SZ(d) ot'tbe Att. maddiri<m,. the Coa:a:aission t1IiI!J apply otherrequiJemeus of
St.an= law,~~~wiIh jrmgt8tr:1dccoa1incmic:eticm scnice quality SIandards
orrcquittlneats, asl'U:OgMzed by SeeUOIIS 2S2(e)(3) and (£)(2).

B. J.Dsr4pnI Bipoly

The Commissioa iDi1ially estahJished a prtn:dure ad sdacdalc fot tbe gee=al nMew of

BeUSoud1~$ expected applia1ion to the Fedml Comlnunic:aliom CODDI:IissiOl1 ("FeCi fur
~ to ~ilH:egiottiDterLATA SI:MQC$ puxmaat 10 So=ioD 271 oftbo; AI:L The Act
diRds the FCC to coasWI withtheappfialbJe State Commissicm before makiDg a detemliD:atiOD with
respect10~ Bell 0penti11g Company's entty into the iDtctLATAnmUt witbmthe resion dits
mannbeat~ =:hmge services.) A<x;or4ing to those~ eabJished in Docket No.
6863·U, the Commjssicm ibsUuctec! BST to pretile testimony tbat spc:d!kaUy addressed ad
mtpODded to questions caacemiDg competiUon in the local mGet raised in Section 271 (eX2)(B)
ofthe Act-.

Onlar:mary 3, 1997. BdISouth fiJc:d ill rapoaseto the QmrmisR«:m'Spc~ iZlDocket
No. 6363-u. Ju adr:iMn,. BST submmed aprdi.nJiDmy Smemeat ofGeaetI1 TenDS aDd Conditions
for this Commission"s n'View purswmt to Section 252(f). Bel1Somh filed its fiJW. w:rsioD ofthe
Stateloeal' ofGeDera1 Terms and CanditiODs C'"Stste:Dc=r" or 4CSGAT">,:puJ'swmt 10 Sedion 252(f)
of the Ad on January 22, 1997. 1be S1#meDt bad bec::u modified to ClODfonD with subsequeat
Commission decisioos aad revised =lain r.a:tes WlJtaiLuxt in the~~

Due to the substantive diffetc:nc:es aDd inc1epeadem timrJables fur tbe StalemeDt. compamf
with the originalproreeding rehtting to the expected FCC Section 211 ~Cll1ion. tbCommission

,
% Thaeft:ft-, this~ is 3ho~of'~BdJSnJ1.b sedr:$ $et::ticQ 213 ldieflmder1'=A" or '1r:ac:k Jr\lll~ Sectiaa 211(cXl).

) 47 U.S.C. § 271(4)(2)(B).

Mr.O ~C" 1l"'"1~ ...... __
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divided1he pnxeedUl£S,~ the new Doc:bt No. 71S3aU to this ra"..c:w ofthe Statcm= bur
aDowing the two dockets to be hI::atd concumutly.A

Noticesof~OI1 were filed by Access Nctwo« Senices, Inc. (""ANSlj, AirTow:h
CdJuJzr()fGecqia\AirTGJC!1"),.~(AmmmntioasScrYicdofC4brmbus.,J:Dc. (*ACSIj.
ATA ~ticms. u.c rATA"}, AT&t Communie.tioDs oftbe Soumetn Stazes.. ID.c..
r AT&Tj. Bel1South Lcmg DisfaD.oe. IDe. ('"BSLD")) Cable Tdevisioa~ of Georp
("CI'AGj.~C ,..,ui\leTelcQ)Oii'uiCltionsAssotiaftCID ('"CompTdi,~ Utmr.y CClUDSe1
("CtJC'). Cox&taprises~, GeorgiaPublic CoawwnUtians Assod~OD., Inc. ("'GPCA"')~

~. CommuaiQtti.o:ns, Inc. ("leI"), LCI~ Telecom Corp. ("LCIj. MCI
Teleeomtmmicazions CorpomiQll ("'MCI")) MFS IDh'ltJJe't of~ Inc.. \MFSj.
MWn"TecJw)logy Scnices, L.P. rM'fSJ. ad Spriut CoramwJicaaioQS Company. L.P. (""Sprimj.

The C(II1llDjssicra opened the barings 021. JI:ZDJCY ~11. 1997) takiag the~ of
~furBeJlSomhand BSLD (lbe lattr:rpco.naiDing to Dodcr:t No. 6&63-U). OIl MaIcl13-7 md
10. 1997••Cowrnissicm~ the he8riDgs and took te::stin:IOIly 1rom1he~~

iDclnctiDg ANSI, ACSI, AT&.T.ICl',M~~, and SpriDt, arid n!buttal testimcmy from BdlSouth
and BSlD (the btter again~to Docket No. 6863-U).

Under the~ BST may file a. sta1emeftt or the tmn5. and CODditions thal are genu;lly
a.~Dl~to~with thcdutia aDd obipicaJsset bth in Secd.01l251 oftile Ad.. S This
C~ IDl!Y tiel apprO\'e me smemem uzaJt& it coxnplies with Section 2S1 aDd the pric:Wg
~ for -wwec:tioD,. DetWOtk elcmImts. tAmpOn. md tamiaation oftr.!ffi~ !I1C1 wholesale
prices set forth in Section 252(r.l).·

The Aet also set a dt&ite time frame for the Stilt!: CozmxIission analysis. Unlt.ss the
BeIfSouIh~ to aD~an, the CommissiOllmust complete revif»l of the st.UemeDt within 60
d.Iys lIfta· tbc date ofsubmission..' The St2!t1tOry deadImc for this doek.et is March 23. 1997.

4 DocbtNo. 72S3-Uwa~tD1hisp:oceeding.ln e; M~'"Te~Joc:s_Ii".s:i'GPPDY kmAbieIegp:;- Cm'irim;:Ollder $Goo 252ff) gt)be1m' !\'IlhDR'i"iMi9as Act
of19$ mMmb 5.199'1.

~ 4'7l.1S.C. § 251.•

4, 41 U.s.C. t 25.2 (d).

, 47 U.S.C, § 252(f) {3}.

Dcdcd: No. 12SZ..u
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